Customer Service Report for BOSB F
for Saturday, April 1, 2006 to Sunday, April 30, 2006 ‘J

Customer Support

Assigned/Pending/ Average
Created Checked Out Closed Minutes
DCS BOSB Web Other DCS BOSB Other DCS BOSB Other to Close
Accounts
Access/Login 705 0 0 259 6 0 49 260 3 646 8
Account Lockout 244 0 0 27 2 0 8 175 0 86 S
Billing 1 0 0 0 0 0 0 1.0 0 1
Deactivate/Close 160 0 0 300 5 0 21 348 O 86 S
Edit Account 233 0 0 59 1 1 30 139 6 115 7
General Info 123 0 0 41 2 0 35 75 3 49 9
NED Record 63 0 0 2 302 0 0 67 O 1 1
Password Reset 562 0 0 206 1 0 33 358 O 376 6
Register/Open 367 0 0 1,050 5 21 65 770 286 270 5
Web Sponsor 57 0 0 72 3 0 1 124 0 1 9
Workstation/Add 48 0 0 24 0 0o 13 7 0 52 11
Workstation/Remove 2 0 0 14 0 0 1 0 0 15 6
ADB

Connectivity 30 0 0 1 0 0 1 24 0 6 10
DELPRO 55 0 0 6 0 0 2 29 0 30 12
Fellowship Pmt Syst 24 0 0 0 0 0 3 6 O 15 S
General Info 29 0 0 2 0 0 0 15 0 16 8
GUI 2 0 0 1 0 0 0 2 0 1 28
ID Reactivation 21 0 0 0 0 0 0 19 0 2 S
Keyword 55 0 0 0 0 0 0 52 0 3 7
Printing 57 0 0 5 0 0 6 39 0 17 18
Property 2 0 0 1 0 0 2 1.0 0 3
Purchase card 12 0 0 0 0 0 2 3 0 7 9
Registration 9 0 0 0 0 0 0 6 0 3 S
Reports 3 0 0 0 0 0 2 1.0 0 2
Research contracts 1 0 0 0 0 0 0 0 0 1 12
Security 4 0 0 0 0 0 0 3 0 1 9
SSF 2 0 0 0 0 0 0 1 0 1 6



Assigned/Pending/ Average
Created Checked Out Closed

Minutes
DCS BOSB Web Other DCS BOSB Other DCS BOSB Other to Close
Anti Virus SW

Desktop 22 0 0 26 0 0 4 7 0 37 17
Licensing 0 0 0 1 0 0 1 0 0 0 0
Management SW 1 0 0 0 0 0 0 10 0 9
Policy 0 0 0 1 0 0 0 0 O 1 0
Server 1 0 0 1 0 0 1 0 0 1 45



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Application Support
COTS-Ad-Aware-GenlInfo 2 0 0 1 0 0 0 2 0 1 5
COTS-Ad-Aware-Troublesho 2 0 0 0 0 0 0 0 0 2 15
COTS-AR-Genlinfo 6 0 0 1 0 0 0 1.0 6 1
COTS-AR-Troubleshoot 64 0 0 18 0 0 3 13 0 66 7
COTS-AR-Un/Install 25 0 0 35 0 0 0 4 0 56 7
COTS-Endnote-Genlnfo 3 0 0 1 0 0 1 0 O 3 2
COTS-Endnote-Troubleshoo 13 0 0 8 0 0 1 0 O 20 4
COTS-Endnote-Un/Install 29 0 0 19 0 0 2 0 O 46 6
COTS-InternetExp-Genlinfo 5 0 0 2 0 0 0 4 0 3 10
COTS-InternetExp-Troublest 99 0 0 18 0 0 7 37 0 73 8
COTS-InternetExp-Un/Install 1 0 0 0 0 0 0 0 o 1 3
COTS-MSExcel-Genlnfo 3 0 0 0 0 0 1 10 1 8
COTS-MSExcel-Troubleshoc 56 0 0 10 0 0 7 23 0 36 11
COTS-MSExcel-Un/Install 10 0 0 2 0 0 0 0 O 12 4
COTS-MSPowerpoint-Genln 8 0 0 2 0 0 1 2 0 7 8
COTS-MSPowerpoint-Licens 1 0 0 0 0 0 0 0 O 1 4
COTS-MSPowerpoint-Troubl 28 0 0 5 0 0 5 6 0 22 6
COTS-MSPowerpoint-Un/Ins 6 0 0 0 0 0 2 0 O 4 6
COTS-MSWord-Genlnfo 17 0 0 5 0 0 0 9 0 13 9
COTS-MSWord-Troubleshoc 135 0 0 21 0 0 10 54 0 92 12
COTS-MSWord-Un/Install 10 0 0 1 0 0 2 2 0 7 5
COTS-NetAssocVirex-Troubl 2 0 0 0 0 0 1 1 0 0 8
COTS-NetAssocVirusScan-C 2 0 0 0 0 0 0 1.0 1 10
COTS-NetAssocVirusScan-L 3 0 0 2 0 0 0 2 0 3 1
COTS-Netscape-Troublesho 1 0 0 0 0 0 0 1 0 0 3
COTS-Netscape-Un/Install 4 0 0 0 0 0 0 0 O 4 4
COTS-NortonAntiVirus-Genli 2 0 0 0 0 0 0 10 1 4
COTS-NortonAntiVirus-Trout 3 0 0 0 0 0 0 1 0 2 5
COTS-NortonAntiVirus-Un/In 2 0 0 0 0 0 0 1.0 1 21
COTS-QWS3270-Troubleshc 4 0 0 6 0 0 1 2 0 7 17
COTS-QWS3270-Un/Install 10 0 0 5 0 0 0 0 O 15 11
COTS-RefMan-Genlnfo 1 0 0 0 0 0 0 0 O 1 4
COTS-RefMan-Troubleshoot 5 0 0 0 0 0 0 0 o 5 18



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Application Support
COTS-RefMan-Un/Install 5 0 0 0 0 0 1 0 0 4 27
COTS-RP/RO-Genlnfo 1 0 0 0 0 0 0 0 0 1 5
COTS-RP/RO-Troubleshoot 15 0 0 2 0 0 2 6 0 9 3
COTS-RP/RO-Un/Install 6 0 0 2 0 0 0 2 0 6 3
COTS-StuffExpand-Troubles 1 0 0 0 0 0 0 0 o 1 4
COTS-Windows-Genlnfo 5 0 0 4 0 0 0 0 0 9 10
COTS-Windows-License/Pur 0 0 0 1 0 0 0 0 0 1 160
COTS-Windows-Troubleshoc 70 0 0 17 0 0 5 21 0 61 15
COTS-Windows-Un/Install 5 0 0 1 0 0 2 0 0 4 2
COTS-Winzip-Troubleshoot 2 0 0 0 0 0 0 2 0 0 8
COTS-Winzip-Un/Install 4 0 0 0 0 0 1 0 o 3 3
COTS-WordPerfect-Genlnfo 1 0 0 0 0 0 0 0 0 1 7
COTS-WordPerfect-Troubles 9 0 0 0 0 0 1 0 4 10
COTS-WordPerfect-Un/Insta 18 0 0 0 0 0 0 14 0 4 13
COTS-WSFTPPro-Un/Install 2 0 0 2 0 0 0 0 0 4 6
Database Development 2 0 0 1 0 0 2 0 O 1 3
General Info 34 0 0 299 0 0 29 14 0 290 44
HRSA/EHB 1 0 0 0 0 0 0 0 0 1 4
ISDP 3 0 0 0 0 0 0 3 0 0 24
MS Office/Install 51 0 0 45 0 0 5 4 0 87 8
MS Office/Licensing 2 0 0 1 0 0 0 1.0 2 17
MS Office/Request 4 0 0 5 0 0 2 0 O 7 1
MS Office/Troubleshoot 46 0 0 73 0 0 9 16 0 94 17
MS Office/Uninstall 1 0 0 0 0 0 0 0 0 1 4
NIGMS In-House 6 0 0 1 0 0 1 1.0 5 54
OS/NOS/Install 39 0 0 91 0 0 15 3 0 112 1
OS/NOS/Recommend 2 0 0 4 0 0 2 1.0 3 1
OS/NOS/Request 13 0 0 15 1 0 2 6 0 19 11
OS/NOS/Troubleshoot 170 0 0 138 0 0 30 45 0 233 7
OS/NOS/Uninstall 0 0 0 2 0 0 0 0 0 2 0
Other COTS/Install 393 0 0 87 1 0 56 48 0 375 8
Other COTS/Licensing 5 0 0 0 0 0 1 1 0 3 8
Other COTS/Purchase 2 0 0 1 0 0 0 1.0 2 2



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Application Support
Other COTS/Recommend 2 0 0 5 0 0 1 1 0 5 9
Other COTS/Request 38 0 0 14 0 0 8 6 0 38 7
Other COTS/Troubleshoot 245 0 0 112 1 0 30 34 0 292 8
Other COTS/Uninstall 3 0 0 28 0 0 5 2 0 24 66
Spec App STARS 7 0 0 0 0 0 2 1 0 4 2
Specialized Application 343 0 0 121 0 0 44 38 0 382 18
Stats-JMP 6 0 0 1 0 0 0 6 0 1 29
Stats-SAS-Desktop 19 0 0 6 2 0 2 4 0 17 23
Stats-SAS-Mainframe 1 0 0 0 0 0 0 0 0 1 7
Stats-SPSS-Desktop 10 0 0 2 0 0 2 2 0 8 4
Stats-SUDAAN-Desktop 2 0 0 0 0 0 0 1.0 1 4
Update/Upgrade 121 1 0 147 1 0 28 24 0 216 38
Web Apps-Install 7 0 0 8 0 0 3 10 11 30
Web Apps-Recommend 1 0 0 0 0 0 0 1.0 0 S
Web Apps-Request 1 0 0 6 0 0 0 0 0 7 46
Web Apps-Troubleshoot 25 0 0 167 0 0 35 8 0 149 8
ASR
Citrix 0 0 0 1 0 0 1 0 0 0 0
Colocation-OFF 0 0 0 1 0 0 1 0 0 0 0
Colocation-ON 0 0 0 12 0 0 2 0 0 10 0
Oracle 0 0 0 21 0 0 5 0 0 16 0
Other 2 0 0 62 0 0 6 0 0 58 0
saQL 1 0 0 14 0 0 1 0 1 13 0
Unix 0 0 0 176 0 0 24 0 0 152 0
Windows 0 0 0 18 0 3 12 0 0 3 0



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Back Office Support
Active Directory 30 0 0 32 0 2 6 9 4 41 8
Add Entry 13 0 0 2 0 1 0 5 0 9 6
Assign DID-Fax 1 0 0 0 0 0 0 0 1 0 8
Backup/Restore 130 1 0 276 1 1 30 20 18 337 12
Configuration 15 0 0 25 1 1 2 2 4 30 24
Create DL 14 0 0 10 0 0 1 4 1 18 5
Create Server Service 3 2 0 0 0 2 1 0 0 2 0
File Hosting 15 0 0 15 0 0 3 1.0 26 7
Hardware Enhancement 3 0 0 0 0 0 0 0 0 3 3
IM Hosting 11 0 0 1 0 0 1 7 0 4 13
Maintenance 2 0 0 13 0 0 1 2 0 12 25
Migration/Upgrade 3 0 0 7 0 0 0 1.0 9 15
Move PST 1 0 0 1 0 0 0 0 0 2 4
Permissions/Shares 678 0 0 110 2 1 63 91 26 605 6
Print Hosting 2 0 0 4 0 0 0 0 1 5 27
Release IP-DHCP 2 0 0 1 0 0 0 0 0 3 1
Reset Limits 57 0 0 0 0 0 2 6 22 27 6
Server Recovery 4 0 0 0 0 0 0 10 3 13
Service Pack/Patches 11 0 0 25 0 0 2 2 0 32 18
Troubleshoot 98 0 0 16 2 3 8 41 9 51 10
Web Hosting 1 0 0 8 0 0 0 1.0 8 0
CC APPS
SCM-Other 0 0 0 5 0 0 1 0 0 4 8



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
CC Clinical Applications
Apps-ATV 15 0 0 6 0 0 6 1.0 14 22
Apps-Clinical Applications 5 0 0 1 0 0 0 0 0 6 22
Apps-LIS 1 0 0 1 0 0 1 1.0 0 3
Apps-ORS 0 0 0 1 0 0 0 0 0 1 5
Apps-PACSWeb 1 0 0 0 0 0 1 0 0 0 0
Apps-RIS 0 0 0 4 0 0 1 0 0 3 51
CRIS Web/CBT-POIS 0 0 0 1 0 0 1 0 0 0 0
CRIS Web/Content-Other 1 0 0 3 0 0 1 0 0 3 15
CRIS Web/Content-Referenc 0 0 0 1 0 0 0 0 0 1 61
CRIS Web/Content-Training 0 0 0 1 0 0 0 0 0 1 317
CRIS Web/New Page Creatit 0 0 0 1 0 0 1 0 o 0 0
How-to-Clinical Doc 1 0 0 16 0 0 0 0 0 17 22
How-to-MAR/Worklist 0 0 0 16 0 0 0 0 0 16 23
How-to-Orders 2 0 0 27 0 0 1 1.0 27 1
How-to-Other 4 0 0 7 0 0 0 2 0 9 13
How-to-Patient Info/Summar 0 0 0 1 0 0 0 0 0 1 10
How-to-Patient Lists 0 0 0 2 0 0 0 0 0 2 21
How-to-Print Reports 1 0 0 7 0 0 0 0 0 8 14
How-to-Results 0 0 0 2 0 0 0 0 0 2 3
Interfaces-ClinicalDB 0 0 0 2 0 0 0 0 0 2 19
Interfaces-MIS 0 0 0 3 0 0 1 0 0 2 87
Interfaces-NEI 0 0 0 1 0 0 0 0 O 1 15
Interfaces-Nutrition (CBORD 0 0 0 1 0 0 0 0 0 1 20
Interfaces-RIS 0 0 0 3 0 0 2 0 0 1 2
Interfaces-SoftMed 0 0 0 1 0 0 0 0 0 1 31
MAR/Worklist 0 0 0 1 0 0 0 0 0 1 20
MIS-MIS/ORS Codes 0 0 0 1 0 0 0 0 0 1 10
MIS-Other 0 0 0 25 0 0 2 0 0 23 34
MIS-Reports-Printer 0 0 0 71 0 0 1 0 0 70 25
Order Sets 3 0 0 2 0 0 0 0 0 5 21
Orders-ADT 0 0 0 4 0 0 0 0 0 4 29
Orders-Other 0 0 0 3 0 0 0 0 0 3 1
Orders-Pharmacy 1 0 0 0 0 0 0 0 0 1 35



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
CC Clinical Applications
Other 4 0 0 18 0 0 2 0 0 20 10
Patient Info/Summary Tabs 0 0 0 1 0 0 0 0 0 1 47
Patient Lists 0 0 0 1 0 0 0 0 0 1 10
Reports, Labels and Requisil 1 0 0 30 0 0 3 0 0 28 11
Scheduling-Other 0 0 0 1 0 0 0 0 0 1 3
SCM Citrix-Access-Passworc 3 0 0 0 0 0 0 0 0 3 8
SCM Citrix-Client Install 1 0 0 2 0 0 1 0 0 2 8
SCM-Client Install 5 0 0 3 0 0 2 1.0 5 10
SCM-Clinical Documentation 0 0 0 8 0 0 0 0 0 8 39
SCM-CRIS POC 0 0 0 10 0 0 0 0 0 10 5
SCM/MIS-Troubleshoot 0 0 0 1 0 0 0 0 0 1 20
SecurlD-New Request 0 0 0 1 0 0 0 0 0 1 10
SecurlD-Support 0 0 0 1 0 0 1 0 0 0 0
Security-Access and SCM Ri 2 0 0 9 0 0 1 0 0 10 23
Security-Code Creation 0 0 0 4 0 0 0 0 0 4 18
Security-Password Reset 2 0 0 23 0 0 1 0 0 24 13
Training 1 0 0 10 0 0 1 0 0 10 9



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
CC Technical Operations
Acct-Maintenance-Add/Modil 0 0 0 61 0 0 11 1 1 48 17
Acct-Maintenance-DL Mainte 0 0 0 9 0 0 0 0 0 9 15
Acct-Maintenance-E-Mail 2 0 0 6 0 0 0 1.0 7 27
Acct-Maintenance-Group Ma 0 0 0 5 0 0 1 0 O 4 27
Acct-Maintenance-Password 1 0 0 17 0 0 0 10 17 12
Acct-Maintenance-Public Fol 0 0 0 3 0 0 0 0 0 3 54
Blackberry-Install 0 0 0 3 0 0 0 0 0 3 32
Blackberry-Troubleshoot 0 0 0 8 0 0 1 0 0 7 18
Catalog-Access/Account 0 0 0 1 0 0 0 0 0 1 30
CITRIX-Client Install 0 0 0 3 0 0 0 0 0 3 11
CITRIX-Printer Setup 0 0 0 2 0 0 1 0 0 1 23
CITRIX-Troubleshoot 3 0 0 12 0 0 2 0 0 13 21
Desktop-Add/Remove 0 0 0 23 0 0 2 0 0 21 60
Desktop-Other 0 0 0 105 0 0 10 0 0 95 43
Desktop-Relocate 0 0 0 41 0 0 0 0 0 41 53
Desktop-Surplus 0 0 0 25 0 0 0 0 0 25 35
Desktop-Troubleshoot 6 0 0 78 0 0 9 0 0 75 36
Network-Connectivity 0 0 0 13 0 0 4 0 0 9 23
Network-WAO Activation 0 0 0 1 0 0 0 0 0 1 21
Network-WAO Modification 0 0 0 2 0 0 0 0 0 2 26
Network-Wireless 0 0 0 6 0 0 0 0 0 6 17
Office-Install 0 0 0 3 0 0 0 0 0 3 30
Office-Troubleshoot 0 0 0 22 0 0 1 0 0 21 21
Other-Install 0 0 0 48 0 0 1 0 0 47 29
Other-Troubleshoot 1 0 0 22 0 0 1 0 0 22 28
Outlook-Install 0 0 0 3 0 0 0 0 0 3 37
Outlook-Troubleshoot 0 0 0 27 0 0 0 0 0 27 22
Patient PCs-Add/Remove 0 0 0 5 0 0 0 0 0 5 32
Patient PCs-Troubleshoot 2 0 0 5 0 0 0 1.0 6 4
Printers-Add/Remove 2 0 0 18 0 0 2 0 0 18 32
Printers-Relocate 2 0 0 5 0 0 1 1.0 5 21
Printers-Troubleshoot 0 0 0 54 0 0 4 0 0 50 22
PRTS-Troubleshoot 0 0 0 1 0 0 0 0 0 1 16



CC Technical Operations
SCDs-Add/Remove

SCDs-Troubleshoot
Server-Backup-Restore
Server-Install-Setup-Configui
Server-Space
Server-Troubleshoot
SPSS-Install
SunRays-Add/Remove
SunRays-Relocate
SunRays-Troubleshoot
Supplies-Other
Supplies-Toner

Technical Operations

Created

DCS BOSB Web Other

Assigned/Pending/

Checked Out

DCS BOSB Other

15

o O O o o o o o o o o o o

29

o
o O O o o O o o o o o o o

12

Average
Closed Minutes
DCS BOSB Other to Close
0 0 4 44
0 0 17 25
0 0 1 38
0 0 1 721
0 0 1 18
0 0 1 30
0 0 2 15
0 0 2 70
0 0 4 21
0 0 10 51
0 0 15 21
0 0 4 19
0 0 8 15

10



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
CIT Categories
CIT Desk Sec Serv/AV-Upda 20 0 0 0 0 0 0 20 0 0 6
CIT Desk Sec Serv/AV-Upda 2 0 0 0 0 0 0 2 0 0 7
CIT Desk Sec Serv/ePO-Adc 1 0 0 0 0 0 0 1.0 0 0
CIT Desk Sec Serv/ePO-Adc 41 0 0 0 0 0 0 41 0 0 3
CIT Desk Sec Serv/ePO-Alel 2 0 0 0 1 0 0 0 0 1 40
CIT Desk Sec Serv/PL-Add/F 32 0 0 0 0 0 0 32 0 0 4
CIT Desk Sec Serv/PL-Deplc 1 0 0 0 0 0 0 1 0 0 5
General Info 6 0 0 6 1 0 1 5 1 4 17
HRDB Interface 2 0 0 0 0 0 0 2 0 0 1
ITAS/NIH ITAS 173 0 0 3 3 0 22 107 0 44 8
ITAS/Non-NIH ITAS 9 0 0 0 0 0 0 9 0 0 7
KB/Flags 22 0 0 0 4 0 0 18 0 0 14
KB/Support Page 40 0 0 1 0 0 4 21 0 14 4
LISTSERV 50 0 0 2 14 0 2 31 0 5 10
New Customer 8 0 0 0 0 0 0 8 0 0 3
NIH Portal/Communities 7 0 0 0 0 0 0 6 0 1 10
NIH Portal/Gadgets 2 0 0 0 0 0 0 1.0 1 4
NIH Portal/General Informati 15 0 0 0 0 0 0 12 0 3 6
NIH Portal/Restore Profile 1 0 0 0 0 0 0 0 0 1 12
Reports 6 0 0 2 2 0 1 4 0 1 28
Web Dev/Enhancement 2 0 0 0 0 0 0 2 0 0 111
Web Site Issue 15 0 0 3 1 0 2 11 1 3 13
CIT Categories Aspect
Accounts-Modify 4 0 0 0 1 0 0 3 0 0 9
Acct Deactivate 1 0 0 0 0 0 0 1.0 0 6
Other 10 0 0 1 1 0 0 10 0 0 23
Routing Changes 3 0 0 0 0 0 0 3 0 0 32
Symon Board 3 0 0 0 2 0 0 1.0 0 S

11



CIT Categories Remedy
Accts Create

Accts Deactivate

Accts Login/Logon

Accts Permission

Accts Pwd Reset

Email DL Add

Install/Upgrade

Menu Chg Add to Menu

Menu Chg Delete from Menu

Menu Chg Modify Menu

Other

Rem-Email Exception
Connectivity

Cable Modem

Connect Direct

Data lines

Dial Up

General Info

iPass

Proxy Server

TCP/IP

VPN

DCS 7x24
Wrong #

E-Grants
E-Grants

EHRP Change Management
Management/Other
Training Request

EHRP Func App Suppt
Delete Action
Modification/Deletion

Other

Created

DCS BOSB Web Other

Assigned/Pending/

Checked Out
DCS BOSB Other

18
21

8
10

32
12

40
26
24
52

73
283

14

o O o o o o o o o o o o

o O o o o o o

39

19

36
42

10

10

o O O o o o o o o o o o

o o o o

o o o o

14

o

Average

Closed Minutes
DCS BOSB Other to Close

18 0 0 12
20 0 1 7
7 0 0 6
9 0 0 10
1.0 0 8
2 0 0 15
2 0 1 19
2 0 0 15
1.0 0 13
4 0 0 9
20 0 2 7
12 0 0 2
3 0 3 19
13 0 31 16
5 0 46 30
15 0 12 12
15 2 49 17
1.0 2 11
0 0 2 5
25 1 76 9
212 0 95 14
1.0 0 2
2 0 8 6
0 0 0 0
1.0 0 2
0 0 1 10
1.0 0 6
1.0 0 24

12



EHRP Interface
Employee Express

EHRP Non-App Specific
HR Processing

EHRP Reporting
Accessing/Running
Other
SF-52s

EHRP Security
Account/Access/Login
Activate/Open
Add Roles
Deactivate/Close
General Info
Modify Profile
Other
Password Reset
Permissions

EHRP Technical
Connectivity
Error Message
Other

EHRP User Error
Data Entry Error
Other

EHRP Workflow/Worklist
Other

Routing

Created

DCS BOSB Web Other

Assigned/Pending/
Checked Out
DCS BOSB Other

123

0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 9
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0

0 0 0
0 0 0
0 0 0
0 0 1
0 0 1
0 0

o
o O o o o o o o o
o

0 0 0
0 0 1
0 0 0
0 0 0
0 0 0
0 0 1
0 0 0

Average

Closed Minutes
DCS BOSB Other to Close

0 0 1 4
1.0 0 4
1.0 0 4
0 0 1 3
0 0 0 0
5 0 2 6
2 0 1 10
10 0 4
0 0 1 S
0 0 1 8
0 0 1 S
0 0 1 S
7 0 121 7
0 0 1 9
10 0 13
0 0 2 8
3 0 5 8
3 0 0 6
0 0 1 6
0 0 1 7
2 0 2 9

13



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Email
Browser Mail 7 0 0 2 1 0 1 3 0 4 2
CES Secure Email 38 0 0 3 1 0 3 21 2 14 17
Dir Suppt/Change Entry 52 0 0 3 1 0 1 32 1 20 8
Dir Suppt/Email Fwdng 13 0 0 5 0 0 5 5 1 7 S
Dir Suppt/Info 8 0 0 1 0 0 0 7 1 1 13
Entourage 41 0 0 56 1 0 3 19 2 72 53
Eudora 26 0 0 9 0 0 0 13 0 22 9
General Info 173 0 0 37 7 1 12 94 12 84 10
Helix Pine Mail 3 0 0 1 0 0 0 2 0 2 7
Helix Squirrel Mail 1 0 0 1 0 0 0 0 O 2 2
Mac OS X Mail 18 0 0 22 0 0 0 9 0 31 5
MS Outlook 1,259 0 0 318 16 3 88 619 19 832 9
Outlook Express 6 0 0 5 0 0 1 3 0 7 4
Outlook Web Access (OWA) 75 0 0 6 2 0 2 49 0 28 9
PKI 55 0 0 53 2 0 22 26 0 58 6
Spam Mail 473 0 0 14 2 1 10 435 1 38 4
EOS
User Applications 1 0 0 1 0 0 1 0 0 1 4

14



eRA-COMMONS
Accts Other

Accts Profile

Accts-AcctLock
Accts-AffiliateAcct
Accts-Authority/Roles
Accts-Contactinfo
Accts-CreateAcct
Accts-DeleteAcct
Accts-LDAP
Accts-MultiProfiles
Accts-Password
Accts-UserlD

ADMIN-Login

Contact Information

E-SNAP

eCGAP

EDISON

eSNAP-Access
eSNAP-DelegatePIPPF
eSNAP-EditBus
eSNAP-Errors
eSNAP-Manage
eSNAP-Submission
eSNAP-UploadSci
eSubmission-ApplicationCha
eSubmission-Delete
eSubmission-GrantsGovRele
eSubmission-Missing image
eSubmission-MissingApplica
eSubmission-Reverseaccept
eSubmission-Reverserejectic
eSubmission-WarningsErrors

FSR

Created

DCS BOSB Web Other

Assigned/Pending/

Checked Out

DCS BOSB Other

183
23
20

29
41
29
10

22

14

24

486
26

216

O O O O O O O O O O O O O O O o o o O o o O o o o o o o o o o o o

119
67
46
60
43
22

126
10

73
198
91
168

67

40
11
18
33
15
69
13
44

57
78
29

861
28

o
O O O O O O O O O O O O O O O O o o O O O O o o o o o o o o o o o

26
11

w

o

13
10
11
14

40

14

11

63

11

86
15

Average

Closed Minutes
DCS BOSB Other to Close

20 0 256 1
8 0 71 1
17 0 46 3
1.0 62 1
2 0 42 1
1.0 22 1
18 0 128 1
0 0 10 1
0 0 5 1
2 0 87 2
34 0 195 1
25 0 84 2
9 0 155 1
0 0 5 0
1 0 38 2
0 0 3 0
0 0 2 3
1.0 21 1
1.0 9 1
0 0 16 1
3 0 30 4
0 0 12 2
1.0 64 1
1.0 12 2
6 0 48 2
1.0 3 4
18 0 51 2
40 0 461 1
9 0 35 4
1.0 5 3
1.0 7 0
129 0 862 2
1.0 14 1
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
eRA-COMMONS
IAR 6 0 0 55 0 0 6 1 0 54 0
IAR-Critiques 0 0 0 1 0 0 0 0 0 1 0
IAR-CritiquesScore 3 0 0 7 0 0 1 10 8 2
IAR-Enabled 1 0 0 15 0 0 1 0 O 15 0
IAR-GeneralErr 25 0 0 1 0 0 2 0 0 24 0
IAR-Invitation 0 0 0 1 0 0 0 0 O 1 0
IAR-MeetingAccess 0 0 0 3 0 0 0 0 O 3 0
IAR-MtgAccess 0 0 0 6 0 0 0 0 0 6 0
IAR-PendingRev 0 0 0 4 0 0 1 0 O 3 0
IAR-RevUpdateInCommons 3 0 0 9 0 0 2 0 O 10 1
IAR-Roster 0 0 0 1 0 0 0 0 0 1 0
IAR-SRAUpdateMLG 1 0 0 4 0 0 0 0 O 5 1
Other 147 0 0 185 1 0 65 64 O 202 2
Performancelssues 6 0 0 16 0 0 3 2 0 17 1
REG-IARReg 1 0 0 0 0 0 0 0 0 1 10
REG-InstReg 22 0 0 72 0 0 9 17 0 68 2
REG-OtherReg 46 0 0 6 0 0 1 1 0 50 1
REG-PIReg 6 0 0 33 0 0 4 3 0 32 2
REGISTRATION 5 0 0 53 0 0 3 1 0 54 1
STATUS 30 0 0 176 0 0 44 12 0 150 1
Status-Closeout 4 0 0 16 0 0 7 1.0 12 2
Status-GrntFIdr 2 0 0 7 0 0 1 1 0 7 1
Status-HitList 0 0 0 9 0 0 2 0 o 7 0
Status-JIT 8 0 0 25 0 0 17 1 0 15 1
Status-NCE 0 0 0 28 0 0 5 0 O 23 0
Status-NegIPF 0 0 0 13 0 0 4 0 0 9 0
Status-NGA 1 0 0 1 0 0 1 1.0 0 8
Status-ProgRptFP 4 0 0 33 0 0 23 1 0 13 1
Status-SumState/Scr 171 0 0 273 0 0o 118 10 O 316 0
eRA-CRISP
CRISP 2 0 0 32 0 0 3 1 0 30 0

16



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
eRA-eCGAP
Business Rules and Validatic 1 0 0 39 0 0 0 0 O 40 0
Certificate Registration 0 0 0 3 0 0 0 0 0 3 0
General Error 0 0 0 11 0 0 6 0 O 5 0
General Questions 2 0 0 25 0 0 7 1 0 19 0
SP Setup 0 0 0 7 0 0 1 0 O 6 0
eRA-IMPAC II
Accts Other 40 0 0 77 0 0 8 9 0 100 1
Accts Profile 12 0 0 38 0 0 7 5 0 38 1
CM 2 0 0 11 0 0 1 10 11 0
CM-WEB 2 0 0 10 0 0 5 1.0 6 0
CP 1 0 0 1 0 0 1 0 o 1 0
DB Data Quality 7 0 0 40 0 0 5 0 O 42 0
DB Other 0 0 0 2 0 0 1 0 O 1 0
GCM 1 0 0 1 0 0 1 0 O 1 0
GM 22 0 0 51 0 0 34 2 0 37 1
GMJ2EE 2 0 0 19 0 0 9 0 O 12 0
Grant Folder 1 0 0 3 0 0 1 10 2 1
ICAdmin 1 0 0 1 0 0 2 0 O 0 0
ICo 3 0 0 6 0 0 5 10 3 1
IRDB 1 0 0 2 0 0 2 0 O 1 0
OP-Bridge Related 0 0 0 2 0 0 2 0 O 0 0
OP-Database Server 0 0 0 1 0 0 0 0 0 1 0
OP-Report Server 2 0 0 5 0 0 1 0 0 6 2
Other 109 0 0 38 0 0 38 15 0 94 2
Peer Review 6 0 0 37 0 0 10 1.0 32 1
PGM 3 0 0 12 0 0 7 10 7 0
POP 14 0 0 8 0 0 7 2 0 13 4
Qv 4 0 0 1 0 0 2 0 O 3 3
QVR 11 0 0 8 0 0 5 3 0 11 3
RR 1 0 0 5 0 0 4 0 0 2 1
TA 3 0 0 15 0 o M 0 0 7 0
UA 3 0 0 11 0 0 5 10 8 0
WEB-QT 0 0 0 1 0 0 1 0 O 0 0
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eRA-Partnership Issues
Grants Gov

Grants Info

NIHMS Manuscript Site

eRA-Software BA
Query View Reports

General Information
Directions
Hang Up
Inquiry
Phone/Fax/Address
System Status

Vendors

Created
DCS BOSB Web Other

Assigned/Pending/

Checked Out

DCS BOSB Other

2 0 0 3

2 0 0 0

0 0 0 1
17 0 0 3
12 0 0 29
51 0 0 2
646 0 0 132
18 0 0 3
23 0 0 1
32 0 0 0

0 0
0 0
0 0
0 0
0 0
0 0
4 2
1 0
0 0
0 0
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Average
Closed Minutes
DCS BOSB Other to Close
1.0 4 8
1.0 1 14
0 0 1 0
30 1 1
7 0 31 10
51 0 2 S
533 1 206 8
17 0 3 7
20 0 3 5
32 0 0 4

18



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Hardware
Acc/Periph/Config/Setup 61 1 0 62 0 1 16 16 0 91 12
Acc/Periph/Install/Build 61 0 0 33 1 0 8 3 0 82 9
Acc/Periph/Loaner/Spare 11 0 0 18 0 0 3 0 0 26 1
Acc/Periph/Move 5 0 0 6 0 0 2 1 0 8 37
Acc/Periph/Purchase 1 0 0 2 0 0 0 0 0 3 S
Acc/Periph/Recommend 8 0 0 13 0 0 4 2 0 15 7
Acc/Periph/Replacement 28 0 0 18 0 0 4 5 0 37 14
Acc/Periph/Request 49 0 0 29 0 0 8 3 0 67 19
Acc/Periph/Surplus 0 0 0 1 0 0 0 0 0 1 0
Acc/Periph/Troubleshoot 192 0 0 103 1 0 26 33 0 235 10
Blackberry/Config/Setup 1 0 0 0 0 0 0 1.0 0 74
Desktop/Config/Setup 422 1 0 299 2 0 129 77 0 514 23
Desktop/Install/Build 42 0 0 84 1 0 25 28 0 72 39
Desktop/Loaner/Spare 6 0 0 3 0 0 4 0 0 5 14
Desktop/Move 137 0 0 140 0 0 79 9 0 189 6
Desktop/Purchase 1 0 0 1 0 0 0 0 0 2 2
Desktop/Recommend 11 0 0 11 0 0 1 1 0 20 1
Desktop/Replacement 13 0 0 23 0 0 10 2 0 24 4
Desktop/Request 59 0 0 59 0 0 13 7 1 97 12
Desktop/Troubleshoot 883 0 0 720 3 0 186 165 0 1,249 17
General Info 31 0 0 122 0 0 9 6 0 138 22
Laptop/Config/Setup 188 0 0 104 0 0 47 15 0 230 23
Laptop/Install/Build 11 0 0 26 0 0 6 4 0 27 27
Laptop/Loaner/Spare 101 0 0 31 0 0 22 6 0 104 6
Laptop/Move 3 0 0 7 0 0 0 2 0 8 33
Laptop/Purchase 0 0 0 3 0 0 0 0 0 3 3
Laptop/Recommend 10 0 0 10 0 0 2 10 17 25
Laptop/Replacement 1 0 0 11 0 0 0 1.0 11 39
Laptop/Request 63 0 0 14 0 0 13 3 0 61 13
Laptop/Troubleshoot 164 0 0 95 0 0 40 14 0 205 16
Monitors/Config/Setup 27 0 0 9 1 0 5 5 0 25 6
Monitors/Install/Build 8 0 0 8 0 0 0 0 O 16 1
Monitors/Move 7 0 0 2 0 0 2 1.0 6 6
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Hardware
Monitors/Recommend 3 0 0 5 0 0 0 0 O 8 1
Monitors/Replacement 6 0 0 3 0 0 1 2 0 6 18
Monitors/Request 5 0 0 3 0 0 0 0 0 7 9
Monitors/Troubleshoot 90 0 0 18 0 0 9 15 0 84 11
Phones/Aspect 1 0 0 2 0 0 0 1 0 2 2
Printers/Config/Setup 200 0 0 82 3 0 27 9 0 243 8
Printers/Install/Build 45 0 0 22 0 0 4 2 0 61 4
Printers/Loaner/Spare 2 0 0 1 0 0 0 0 O 3 6
Printers/Maint 13 0 0 52 1 0 4 2 0 58 37
Printers/Move 21 0 0 13 0 0 1 2 0 31 24
Printers/Purchase 1 0 0 0 0 0 0 0 0 1 5
Printers/Recommend 4 0 0 20 0 0 0 1.0 23 19
Printers/Replacement 3 0 0 5 0 0 1 0 0 7 6
Printers/Request 18 0 0 14 0 0 1 2 0 29 9
Printers/Troubleshoot 631 0 0 278 2 0 52 76 1 778 1
Projectors/Config/Setup 31 0 0 25 0 0 12 1 0 43 S
Projectors/Loaner/Spare 18 0 0 0 0 0 6 0 0 12 10
Projectors/Recommend 0 0 0 1 0 0 0 0 0 1 0
Projectors/Request 19 0 0 0 0 0 3 1 0 15 4
Projectors/Troubleshoot 7 0 0 1 0 0 2 0 O 6 2
Scanners/Config/Setup 19 0 0 10 0 0 3 0 0 26 23
Scanners/Install/Build 4 0 0 3 0 0 2 1 0 4 7
Scanners/Move 2 0 0 1 0 0 0 0 0 3 2
Scanners/Recommend 1 0 0 0 0 0 1 0 o 0 0
Scanners/Request 8 0 0 1 0 0 2 1 0 6 2
Scanners/Troubleshoot 40 0 0 10 0 0 6 0 0 44 22
Servers/Config/Setup 3 8 0 0 0 6 1 0 2 2 19
Servers/Install/Build 0 11 0 1 0 10 1 0o 1 0 0
Servers/Maint 3 9 0 25 0 5 2 0 5 25 3
Servers/Move 0 6 0 0 0 2 0 0 4 0 0
Servers/Recommend 0 0 0 1 0 0 0 0 0 1 23
Servers/Replacement 0 2 0 0 0 2 0 0 O 0 0
Servers/Request 0 0 0 1 0 0 0 0 0 1 0
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Hardware
Servers/Troubleshoot

Surplus

Toner

Helix Support

Apps/Exodus/WebTermX

Apps/Matlab/Mathematica

Apps/Other

Info/Biowulf
Info/General
Printing

Sequence Analysis/GCG

Sequence Analysis/Other

iSDP/Software Distribution
General Information

iSDP Account Request

iSDP Information Request

Stat Soft-Mathematica Softw.

Stat Soft-SAS
Stat Soft-SPSS
Stat Soft-Sudaan
Local LAN
LocalLAN/Connectivity
LocalLAN/General Info
LocalLAN/Upgrade
NBRSS-NBS
Acc-Security
Acc-Sing Sign-On
Finance
Travel
NBS Break/Fix
Budget & Finance

Travel-

Created

DCS BOSB Web Other

Assigned/Pending/

Checked Out
DCS BOSB Other

1"
120
66

226
14

o o o o o o o o

o O o o o o o

o o o o

143
129
17

93
13

N O N

o O o o o o o o

o O o o o o o

o o o o

17
26

27

Average

Closed Minutes
DCS BOSB Other to Close

1.0 135 8
12 0 211 11
14 0 65 13
1.0 0 12
0 0 3 1
6 0 3 10
1.0 5 7
3 0 0 4
0 0 1 6
0 0 1 65
0 0 1 4
6 0 4 4
1.0 0 5
2 0 2 13
0 0 0 0
3 0 2 23
0 0 3 5
0 0 1 0
57 1 234 9
1.0 22 8
1.0 4 4
1.0 0 5
1.0 0 8
0 0 0 0
0 0 1 0
0 0 1 0
0 0 1 12
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NBS Enhancement
Portal

NBS Int. Des/Dev
Budget & Finance
Portal
Travel-

NBS-NAppMan
Finance
Travel

NBS-User Call
Budget & Finance
NBS System Functionality/V¢
Tech/Travel-NBS Tech
Training-Travel
Travel-Cancellation/Deletion
Travel-Difficulty Accessing th
Travel-eVoucher Assistance
Travel-NBS Sys Functionality
Travel-NBS System Functior
Travel-NBS System Functior
Travel-Org Admin Functional
Travel-Payment Inquiry
Travel-Preview Document/Pr
Travel-Project/CAN Change
Travel-Routing List Issues
Travel-User Access Request

NECS
Portal

Created

DCS BOSB Web Other

Assigned/Pending/

Checked Out
DCS BOSB Other

15
198
87
41
66
19
40
58
34
12
27
23
93

O O O O o O o o o o o o o o o o

30

o N O

o O O O O O o o o o o o o o o o

Average

Closed Minutes
DCS BOSB Other to Close

1.0 0 2
0 0 0 0
0 0 4 1
0 0 0 0
0 0 1 0
1.0 2 3
1.0 2 23
1.0 1 19
1.0 0 2
13 0 1 9
25 0 169 5
80 0 14 8
26 0 10 9
40 0 24 14
14 0 5 15
22 0 18 12
22 0 31 8
13 0 17 10
5 0 5 8
4 0 12 4
15 0 9 10
15 0 70 6
3 0 25 0
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
NED
Administration 15 0 0 1 0 0 1 14 0 1 6
Change of Status 17 0 0 0 0 0 0 14 0 3 S
Duplicate Records 3 0 0 0 0 0 0 10 2 11
General Info 4 0 0 0 0 0 0 4 0 0 15
ID Badge 1 0 0 0 0 0 0 1.0 0 3
NED Data Request 1 0 0 0 0 0 0 1.0 0 7
Other 8 0 0 0 0 0 0 5 0 3 6
Parking/Transhare 2 0 0 0 0 0 0 1.0 1 8
Registration 6 0 0 0 0 0 0 5 0 1 7
Request a New SAC 2 0 0 1 0 0 0 1 0 2 8
Review Request 1 0 0 0 0 0 0 0 0 1 12
Self Service 2 0 0 0 0 0 0 2 0 0 4
Update 16 0 0 0 0 0 0 13 0 3 6
NIDB Ann/Reports
Access/Login 0 0 0 6 0 0 0 0 O 6 0
Portal 0 0 0 7 0 0 0 0 0 7 0
NIH Cabling Infrastructure-Cabling
Existing-Inside-Plant/Other 0 0 0 1 0 0 0 0 0 1 0
New-Inside-Plant/Copper 0 0 0 2 0 0 0 0 0 2 0
New-Inside-Plant/Fiber 0 0 0 1 0 0 1 0 O 0 0
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Created

DCS BOSB Web Other

Assigned/Pending/
Checked Out
DCS BOSB Other

NIH Data Warehouse

1st Time User/Web App 6
Balance of Accounts 1
Budget Tracking 3
CIT Web Billing 0
DW Analyze/B&F 2
DW Analyze/HR 3
DW Query/B&F 4
DW Query/HR/Pers Costs 1
DW Query/HR/W&D 2
DW Query/Procure 2
DW Query/Property 3

DW Query/Research Cont &

—_

General Info 10
Govt Purchase Card 0
User Registration 15

o O o o o o o o o o o o o o o

o
O O O o O O o o o o o o o o o
-_—

Average

Closed Minutes

DCS BOSB Other to Close
5 0 1 7
0 0 1 0
3 0 0 10
0 0 1 0
1.0 1 2
1.0 0 7
1.0 6 3
0 0 0 0
0 0 4 3
1.0 0 4
1.0 2 8
0 0 2 3
5 0 17 3
0 0 1 0
8 0 12 5
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
NIH Services
ECARES-Access Login 7 0 0 0 0 0 0 4 0 3 S
ECARES-Application Suppor 1 0 0 0 0 0 0 0 o 1 8
ECARES-Troubleshooting 3 0 0 0 0 0 0 0 0 3 12
EMIS-Access Login 1 0 0 0 0 0 0 0 O 1 4
EMIS-Troubleshooting 4 0 0 0 1 0 0 0 0 3 3
HEW (SERCH)-Access/Perr 1 0 0 0 1 0 0 0 0 0 0
HEW (SERCH)-Digital Signa 0 0 0 1 0 0 0 0 0 1 0
HEW (SERCH)-SERCH 9 0 0 0 0 0 1 1.0 7 6
HEW (SERCH)-Server Issue 7 0 0 0 0 0 0 6 0 1 12
IMPAC ll/Connectivity/Can't | 11 0 0 0 0 0 0 5 0 6 6
IMPAC Il/Connectivity/Other 0 0 0 1 0 0 0 0 o 1 0
IMPAC ll/Connectivity/Web £ 2 0 0 0 0 0 1 0 0 1 2
IMPAC II/IMPAC Il Error Msg 2 0 0 0 0 0 0 1.0 1 7
IMPAC 1I/Other/Other 3 0 0 1 0 0 2 0 0 2 4
IMPAC II/Printing/Other 2 0 0 0 0 0 0 1.0 1 7
IMPAC lI/Procedures/Grants 1 0 0 0 0 0 0 0 0 1 11
IMPAC II/Procedures/Quick \ 1 0 0 0 0 0 0 0 o 1 2
IMPAC ll/User Admin/Create 1 0 0 0 0 0 0 0 0 1 3
IMPAC II/User Admin/Other 1 0 0 0 0 0 0 1.0 0 3
IMPAC Il/User Admin/Permis 1 0 0 0 0 0 0 0 0 1 10
IMPAC II/User Admin/Pwd R 1 0 0 3 0 0 0 1.0 3 1
NEES-Bug or System Proble 1 0 0 0 0 0 0 1 0 0 9
NEES-How-to-Questions 2 0 0 0 0 0 0 2 0 0 13
NEES-Login Problems 2 0 0 0 0 0 0 0 0 2 10
NEES-Policy Questions 1 0 0 0 0 0 0 1.0 0 34
NIHITSII-Log In/Pwd 21 0 0 0 0 0 1 19 0 1 5
NIHITSII-Nom Mod 8 0 0 0 0 0 5 1.0 2 2
NIHITSII-Other 20 0 0 0 0 0 7 9 0 4 5
NIHITSII-Super User Fun 4 0 0 0 0 0 3 1.0 0 3
Other 26 0 0 7 0 0 5 10 0 18 10
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
NIHnet
Chronic-Core 0 0 0 1 0 0 1 0 O 0 0
Chronic-FACnet 0 0 0 2 0 0 0 1.0 1 6
Chronic-Remote Access VPP 0 0 0 1 0 0 0 1.0 0 1
Impairment-Access 5 0 0 3 0 0 0 1 0 7 S
Impairment-Core 0 0 0 2 0 0 1 0 0 1 0
Impairment-Distribution 0 0 0 3 0 0 1 0 O 2 0
Impairment-OpDiv 0 0 0 2 0 0 0 0 0 2 0
Impairment-Other 2 0 0 5 0 0 1 0 0 6 3
Impairment-Wireless 4 0 0 3 0 0 1 0 0 6 17
Inquiry 14 0 0 1 0 0 1 1 2 11 10
LAN Closet 14 0 0 3 0 0 0 0 0 17 6
Maintenance-Access 3 0 0 2 0 0 1 2 0 2 4
Maintenance-Distribution 0 0 0 7 0 0 5 0 O 2 7
Maintenance-FACnet 0 0 0 3 0 0 1 0 0 2 2
Maintenance-NIH Customer 4 0 0 8 0 0 5 0 o 7 2
Maintenance-OpDiv 0 0 0 1 0 0 0 0 0 1 0
Maintenance-Other 7 0 0 5 0 0 6 5 0 1 3
Maintenance-Sterling CIT De 0 0 0 1 0 0 1 0 O 0 0
Maintenance-Vendor 0 0 0 1 0 0 0 0 O 1 0
Maintenance-Wireless 0 0 0 2 0 0 2 0 O 0 0
Network NMS-Device Config 0 0 0 1 0 0 1 0 O 0 0
Network NMS-NMS Element 0 0 0 14 0 0 1 0 O 13 0
Network NMS-NMS Element 0 0 0 3 0 0 0 0 0 3 0
Network Sec-Firewall 4 0 0 10 0 0 1 2 0 11 2
Network Sec-Other 2 0 0 5 0 0 1 0 0 6 11
Network Sec-Router ACL 0 0 0 1 0 0 0 0 0 1 0
Outage-Access 14 0 0 15 0 0 3 13 0 13 8
Outage-Core 1 0 0 1 0 0 0 1.0 1 45
Outage-Distribution 0 0 0 3 0 0 0 0 0 3 3
Outage-FACnet 1 0 0 9 0 0 0 0 O 10 1
Outage-NIH Customer 3 0 0 2 0 0 1 1 0 3 9
Outage-Other 9 0 0 1 0 0 0 9 0 1 7
Outage-Remote Access VPN 1 0 0 1 0 0 0 0 0 2 1
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NIHnet
Outage-Wireless

Server Support-DNS
Server Support-Other
Server Support-Server Admii
Service Prov-Access
Service Prov-Bldg 12 Data C
Service Prov-FACnet
Service Prov-IP Address Adr
Service Prov-Other
Service Prov-Port Add
Service Prov-Port Change
Service Prov-Remote Access
Service Prov-Wireless
NVision
Core Financials
General Information
Other
Start-up/Reg-Access
Start-up/Reg-RegAssist
Tech Trans
Tech-Err Mesg
Tech-Perf Issues
Travel
OIT Categories
DEAS Del Act Dir Dom Acct
DEAS Mod Act Dir Dom Acct
DEAS New Act Dir Dom Acc!
Del Act Dir Dom Acct
General Information
Mod Act Dir Dom Acct
New Act Dir Dom Acct

Web Development

Created

DCS BOSB Web Other

Assigned/Pending/

Checked Out

DCS BOSB Other

N A

19
14
52
21

2
32
52

22
41

o O O o o o o o o o o o o

o O o o o o o o o

o o o o o o o o

22

18

o
o O O o o O o o o o o o o

o
o O o o o o o o o

o O o o o o o o

Average

Closed Minutes
DCS BOSB Other to Close

0 0 15 1
3 0 1 6
0 0 4 15
0 0 0 0
0 0 1 19
0 0 0 0
0 0 3 2
3 3 12 11
2 0 11 7
7 0 45 6
5 0 15 8
3 0 1 5
0 0 3 7
0 0 3 6
0 0 2 4
1.0 0 3
1.0 2 S
1.0 0 3
1.0 0 6
1.0 1 S
0 0 18 0
3 0 6 8
0 0 1 3
0 0 0 0
1.0 22 10
7 0 43 3
0 0 3 1
3 0 18 S
1.0 51 2
0 0 8 3
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
0S/390
Batch/JCL 3 0 0 0 0 0 0 2 0 1 22
Connectivity-HW 1 0 0 0 0 0 1 0 0 0 0
Database 1 0 0 0 0 0 0 1.0 0 26
General Info 2 0 0 0 0 0 0 2 0 0 50
Other 1 0 0 0 0 0 0 1.0 0 9
Other Software 2 0 0 0 0 0 0 2 0 0 32
Printer/VPS 9 0 0 52 0 0 7 6 0 48 1
Programming 3 0 0 0 0 0 1 1 0 1 28
Security & RACF 3 0 0 0 0 0 0 2 0 1 18
SILK 1 0 0 0 0 0 0 0 0 1 12
Wylbur 2 0 0 0 0 0 0 2 0 0 81
0S/390 SOFTWARE
OTHER SOFTWARE 0 0 0 4 0 0 2 0 0 2 0
Project Work
Migration/Upgrade 1 0 0 75 0 0 9 1.0 66 86
Other 2 0 0 21 0 0 2 1.0 20 96
Research 2 0 0 3 0 0 1 2 0 2 112
Update Data 2 0 0 0 0 0 0 2 0 0 303
Security
Alert Message 10 0 0 73 0 0 11 4 0 68 3
Code Red Info 0 0 0 2 0 0 0 0 0 2 0
General Info 23 0 0 66 0 0 13 9 1 66 7
Hoax 1 0 0 0 0 0 0 1.0 0 6
HTTP Blocking Issue 2 0 0 1 0 0 0 0 0 3 13
Incident 19 0 0 28 0 0 3 7 0 37 7
Sanitize 34 0 0 197 0 0 47 2 0 182 28
Security Awareness Training 53 0 0 0 4 0 4 34 0 11 14
SMTP Blocking 0 0 0 1 0 0 0 0 0 1 0
Virus 26 0 0 27 1 0 5 2 0 45 43
Websense/Web Cache 1 0 0 14 0 0 2 0 0 13 1

28



Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Telecommunications
2-Way Radios 0 0 0 4 0 0 4 0 O 0 0
Audio Bridging 1 0 0 0 0 0 0 0 0 1 4
Cable Infra/Cat-5 Cable Inste 0 0 0 5 0 0 3 0 o 2 0
Cable Infra/Coax Cable for C 1 0 0 0 0 0 0 1 0 0 9
Cable Infra/Other 1 0 0 4 0 0 4 0 O 1 0
Calling Card 2 0 0 0 0 0 0 2 0 0 8
Cell Phones 1 0 0 0 0 0 0 0 0 1 11
Circuits 0 0 0 4 0 0 0 0 O 4 0
Conferencing 1 0 0 16 0 0 2 0 0 15 1
DELPRO 11 0 0 228 0 0 152 8 0 79 0
FTS-2001 0 0 0 3 0 0 0 0 0 3 0
General Info 31 0 0 6 5 0 2 20 0 10 13
New Request/Termination 1 0 0 0 0 0 0 1 0 0 7
NIH Directory 1 0 0 16 0 0 4 0 0 13 0
Operator Services 1 0 0 0 0 0 0 10 0 S
Phones/Accessories 43 0 0 5 2 0 4 23 0 19 11
Repair 3 0 0 0 1 0 0 2 0 0 4
Repairs 55 0 0 3 0 0 1 56 0 1 7
Residential Services 0 0 0 1 0 0 1 0 O 0 0
Training 1 0 0 3 0 0 1 1 0 2 10
TSR 65 0 0 313 2 0 129 64 0 183 1
Voice Malil 47 0 0 78 4 0 0 43 0 78 3
Web Work 0 0 0 10 0 0 4 0 O 6 0
Unix Support
Unix Support 3 0 0 66 0 0 11 0 0 58 36
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Assigned/Pending/ Average

Created Checked Out Closed Minutes
DCS BOSB Web Other DCS BOSB Other DCS BOSB Other to Close
Video
FEDVRS-General Informatio 2 0 0 0 0 0 1 1 0 0 9
General Information 3 0 0 5 0 0 1 2 0 5 9
Room Support-General Infori 1 0 0 2 0 0 0 0 O 3 1
Room Support-Maintenance 1 0 0 3 0 0 1 0 0 3 23
Room Support-New Event 1 0 0 0 0 0 0 0 0 1 4
Room Support-Preventative | 0 0 0 2 0 0 0 0 0 2 0
Room Support-Room Implerr 0 0 0 16 0 0 3 0 0 13 0
Videocast-Archive Download 10 0 0 0 0 0 3 6 O 1 8
Videocast-General Informatic 31 0 0 2 0 0 3 27 0 3 9
Videocast-New Event 4 0 0 6 0 0 2 2 0 6 19
Videocast-Off-Site 1 0 0 0 0 0 0 1 0 0 3
Videocast-Preventative Main 1 0 0 0 0 0 0 0 o 1 10
Videoconferencing-General | 7 0 0 0 0 0 2 2 0 3 4
Videoconferencing-Preventat 0 0 0 1 0 0 0 0 0 1 90
Videoconferencing-Registrati 1 0 0 0 0 0 1 0 O 0 0
Web Collaboration 1 0 0 0 0 0 1 0 O 0 0
Web Site Issue (non-CIT)
Broken Link 7 0 0 0 0 0 0 4 0 3 7
Development 40 0 0 5 0 0 14 2 0 29 7
Inaccessible 90 0 0 6 3 0 12 34 0 47 9
Other 63 0 0 8 0 0 10 20 0 41 6
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Assigned/Pending/ Average
Created Checked Out Closed

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other I:I(I:rg:ie:p
Wireless Services
BB/Configuration/Setup 144 0 0 17 0 0o 19 40 3 99 10
BB/Loaner/Spare 1 0 0 0 0 0 0 0 0 1 34
BB/Purchase 1 0 0 0 0 0 0 10 0 5
BB/Recommendation 4 0 0 0 0 0 1 0 O 3 7
BB/Replacement 1 0 0 1 0 0 0 1 0 1 3
BB/Request 23 0 0 4 2 0 0 9 2 14 21
BB/Troubleshoot 367 0 0 40 16 1 22 226 2 140 15
Disable Blackberry Account 12 0 0 4 0 0 0 12 3 1 7
Enable Blackberry Account 200 0 0 10 6 0 4 154 0 46 12
Palm Pilot/Configuration/Set 2 0 0 1 0 0 0 1.0 2 12
Palm Pilot/Recommendation 0 0 0 1 0 0 0 1.0 0 21
Palm Pilot/Troubleshoot 8 0 0 2 0 0 1 0 O 9 8
Windows CE/Request 1 0 0 0 0 0 0 0 0 1 3
Windows CE/Troubleshoot 1 0 0 0 0 0 1 0 0 0 0
WN/Configuration/Setup 13 0 0 7 0 0 3 4 0 13 7
WN/Recommendation 3 0 0 0 0 0 0 2 0 1 6
WN/Request 11 0 0 6 0 0 8 2 0 7 4
WN/Troubleshoot 26 0 0 2 0 0 3 4 0 21 4
Grand Total: 19,952 44 0 15,350 528 73 3,751 8,559 462 22,275 1

Total Tickets Closed: 31,298
Total Tickets Assigned/Pending/Checked Out: 4,353
Total Tickets Created: 35,651
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